Division of State Service Centers

Access to services for those who are vulnerable and most at-risk

ISSUE STATEMENT:

Nearly one in four families in Delaware (23%) is low-income (defined as at or below 200% of poverty).
Many of these families are, at one time or another, challenged to meet basic needs. DSSC seeks to
ensure the health, safety, and well-being of individuals and families by providing emergency services
directly, as well as by ensuring that the services provided through state service centers support the
needs of at-risk individuals and families.

GOAL:
+ Target and provide services and resources to those individuals and families in greatest need

KEY OBJECTIVES:

¢ To provide access to services needed by low-income individuals and families through 580,000+
client visits annually from FY2007-FY2009

+ To achieve a client satisfaction level of 95% or above for all clients using state service centers by
FY2008

STRATEGIC INITIATIVES / ACTIVITIES:

+ Determine services that constitute the baseline, or core group, of services to be provided at each
state service center

¢ Use the capabilities of Delaware Helpline and relevant Internet sites to identify unmet needs

+ Develop partnerships and resources that address causes and/or conditions of poverty for specific
low-income populations

PERFORMANCE MEASURES:

¢ Number of client visits to state service centers
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¢ Percent of clients satisfied

Percent of clients satisfied with services
provided at state service centers*

100% ] 92%  92%  94%  95%  95%

75% A
50% -

25% -

0%

FY1999 FY2001 FY2004 FY 2006 FY2008
Actual dProjected H Goal

*Note: The client satisfaction survey is conducted bi-annually

MONITORING / EVALUATION PLAN:

+ Annual report of core services delivered at each state service center
¢ Quarterly statistics of client visits to state service centers
¢ Bi-annual client satisfaction surveys

Program Manager: Gloria Upshur, 255-9989
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Division of State Service Centers

Crisis alleviation and supportive services to meet client needs

ISSUE STATEMENT:

Low-income families are very vulnerable to unexpected events and circumstances that compromise
their ability to maintain their self-sufficiency. Often, support in times of crisis or in one area of family life
will ensure that families preserve their independence.

GOAL:

+ Effectively use public and private resources to mitigate the causes and conditions of poverty in
Delaware

KEY OBJECTIVES:
¢ To serve 125,000 clients through Division services by FY2009

+ To provide emergency food at state service center and community-based food distribution sites
through 45,000 household visits annually by FY2009

+ To provide customer service “plus” training to 50% of DSSC front-line staff by FY2009

STRATEGIC INITIATIVES / ACTIVITIES:

+ Reduce the impacts of poverty by providing crisis alleviation, when needed, including assistance
with food, rent, housing, medical needs, and energy costs

¢ Address gaps in traditional services through assistance such as family visitation, adopt-a-family,
prescription pick-up, weatherization, and others

+ Provide appropriate support for Latino populations, temporarily homeless individuals and families,
and the unique needs of volunteers

PERFORMANCE MEASURES:

+ Number of clients served by Division services

Number of clients served by Division services
(thousands)
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+ Number of times households accessed emergency food at state service center and community-

based food distribution sites

Number of times households accessed
emergency food at SSC and community-
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¢ Percent of front-line staff trained to provide quality customer service

Percent of front-line staff trained to provide
quality customer service plus
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MONITORING / EVALUATION PLAN:
¢ Quarterly analysis of program and financial reports
¢ Annual review of staff training completed

Program Manager: Gloria Upshur, 255-9989
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Division of State Service Centers

Support of potential volunteers through an effective “toolkit” of volunteer resources

ISSUE STATEMENT:

The State Office of Volunteerism (SOV) epitomizes the ability to “give back” to the community. SOV
assists individuals and organizations with opportunities to do so, tracks volunteer activity, and
administers national service and volunteer programs.

GOAL:

¢ Effectively promote high quality service to the State Office of Volunteerism’s customers through
communication, information-sharing, the identification and creation of volunteer opportunities, and
customer satisfaction feedback

KEY OBJECTIVES:

+ To achieve a level of 2700 volunteers participating in SOV programs by FY2009

+ To achieve a level of 650,000 volunteer hours contributed through SOV programs by FY2009
¢ To increase participation in the Foster Grandparents program to 334 by FY2009

¢ To increase the participation of males in the Foster Grandparents program to 21 by FY2009

STRATEGIC INITIATIVES / ACTIVITIES:

¢ Conduct a baseline survey of community-based organization and non-profit volunteers, volunteer
hours, and volunteer service type

+ Conduct information sessions to promote the availability and societal rewards of volunteerism

PERFORMANCE MEASURES:

¢ Number of volunteers in SOV programs
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+ Number of volunteer hours provided through SOV programs

Number of volunteer hours provided through
SOV programs (thousands)
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¢ Number of foster grandparents

Number of foster grandparents
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¢ Number of male foster grandparents

Number of male foster grandparents
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MONITORING / EVALUATION PLAN:
+ Annual report of national service and volunteerism

Program Manager: Gloria Upshur, 255-9989
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Division of State Service Centers

Dissemination of state service center information

ISSUE STATEMENT:
In order for those in need of health and human services to access programs and services to meet their
needs, information regarding those services must be easily accessible. With the growing use of the
Internet, increasing numbers of people seek information of all kinds through technological means. The
Division seeks to disseminate information as widely as possible through effective technological, as well
as traditional, means.

GOAL:

¢ Increase access to information regarding services via effective communication networks and
increased technological capacity

KEY OBJECTIVES:

¢ To increase the percentage of clients who were informed of state service centers through the
Delaware Helpline to 13% of all clients visiting state service centers by FY2008

+ To increase the percentage of clients who were informed of state service centers through social
service agencies to 32% of all clients visiting state service centers by FY2008

STRATEGIC INITIATIVES / ACTIVITIES:

+ Improve DSSC website in compliance with evolving Department and state guidelines

Monitor the use of Division webpages

Release the Directory of Human Services in Delaware on-line by FY2008

Increase the number of venues for sharing information about state service centers and other human
service providers in Delaware

* & o

PERFORMANCE MEASURES:

+ Percent of clients informed of state service centers through the Delaware Helpline

Percent of clients informed of state service
centers by the Delaware Helpline
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+ Percent of clients informed of state service centers by social service agencies

Percent of clients informed of state service
centers by social service agencies
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MONITORING / EVALUATION PLAN:
¢ Bi-annual client satisfaction surveys
+ Quarterly monitoring of hits to Division web pages

Program Manager: Gloria Upshur, 255-9989

DSSC Strategic Plan 2007-2009

99



	Division of State Service Centers


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


